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24) 3§t CTT>rr 11 ^T-ORT (l) ^ (ft) ^ (i) 3fR (v) ft 
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vDWVwi pHK u l 

(fefuRTef q^4d ft«loT ftft Weft) 2012 

(2012 13) 


1718 GI/2012 


(1) 




2 


THE GAZETTE OF INDIA : EXTRAORDINARY 


[Part IE —Sec. 4] 


3H2TFI I 

1. RR, ERE #7 3T^5RW:.(l) ^ ^ "vWH)<tdT 

f^TcPTzm Plc]R-CT[ (fefuiecH cf^el OTTcff) fcrf^R, 2012 

(2012 cRT 13) vHK'JII ! 

(2) iT, TTWTfr ^luNd 3 HcfrUfR cTT^ elT^ ^ | 

2. Mft-HRUi:. fcrf^RRt ^f, uR cRP ^1 3F7J2JT 3^rf&cT ^ 

^r,— 

ft) "srRtRm" ^ zmv %, wcfR? GPrr 4> yifSi^i 

3#pRH. 1997 (1997 cFT 24); 

(ft) "^TcRW“ 3ITCR £, ERcfR ^RRTR fcrf^RRcP ETfaw*T 

3lf^RR ( 1997 (1997" cf>T 24) eft ?TRT 3 4 \TT €IRT (l) ^ 

SFcPfcF T&TTf^?T 'ERtfR ^RTRR fcff^RTEcp Mlfo<^ u l; 

ftft) "'fcm smv %, ^tt czrf^er ufr ^RvJh 

^Ec|§ <£ cfcra ^RT gtR ^RTcTT £ 3T2RT Pmted 

<4Rc1l £ "ET <i>3ol £cftfc3R ^cqcf7 ^ ^RER T^cf E^TTeFI ^ feR 

vMyq14l £ 3fR f^lRcl '-Il'Pjdl cfr EFR°^f <f£ 1 J7T cr>yni £; 

(#) "RlchJild £t 3TRRI £, Fo^T ftRtiH 3jlM^y ET ^ 

TT<^ W=fR cfcfel 3TTqR^, uftTT ERelT £t, ^Rf fcrf^R 3 
cfr cl SCI ^>4lftc1 ^fcTEIT; 

(4) "OT*fl<MI" £f 3TTCR, Ec^T Rl'WH 3TFftcR TIT TR^ 

W%7 cfRef Sil^cR, vffTTT ^ REcTT £t, ^ wta ^ £ 
t^RT tR ir fctRm cTR^ FTcT £ TRTT ETF^ afft 

vsh+iIckii ‘TTf^rfeTcf £; 
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(TTq^) " vjM^cMT R^TRRT RR^'' 3TTTRT. Ro^F ftffRR 3ilO^R7 RT 
vjRcfr RR^T RRptR R>RcT 3iiH^cR v^fTT 4t RTRcR ^t, R1RT 
RlcHRd RFR RRR? Rr 4 R> feR 3ToTR ^ ^ ^ 

R*R? 3 t; 

(3jfr) "Ro^t ftpfRR 3TTR^?" ^ 3RRR, ^ c^cT 3TTR^cR ^T t, f^Rt 
cfRoT ^cflclRvjH (RRtRR) fpRRTRcft 2012 $ f^PT 8 

^RT RRlTRltPR c^RoT cRftfcRTR pRRR$ PRRTRoft. 1994 
fpRR 11 R> 3tcFtrT RR?fR5RR RRTR fcnRT RRT t #? ^ 

RT \RT^t RTpRRf Rjff^FTt RRfeo ^RR RTRT ^RcTT 
t #? RT eft Hc^lMR TTRTfPReRt RTR ^ RRT RRp ^ 
f^R (Rj RT 3jf£Tcp ^|4lR c^cfcT RPT^Rt ^ RTERR ^f, gR: 
y^ l Rcf cfRcTT t 3TSRT 3TFft RTR 4>f4^R #TT THTlRcT 
cfRcTT % 3?R v^iR^f WlpRR PcW u l TRTRTRT ^TTPcT 1?, 
v3^# 4t RTR ^ ^RRR RTR; 

(r^) "RpRT 3TpRRft" ^ 3TRTR t, TTe^r Rp^R 3TR^ RT ^7# 
RZPg 3TTR^R, ^RT 4t RTRR ?T, RPR ^ f4f%RTt 

^ PP l RR 8 $ 3r4tT Pi^cR 31 SRI #%f STpRTff; 

(311^) "f4PRR" ^ 3TRTR t, RRtRTT RTRTRT pRTRT (f%ftRoT 

T^#fcT R^Rcf t[$\ TRTToft) ftfpRR, 2012(2012 RT 13) ; 

(3[) "OTToft (f^RRO)" 3 3TRTTR t. PPFR 5 ^ ftPPR (l) 
3TcFtrT ^TTftcT "4 r 3TRTPcT %RTRT HHciRo' w4)"; 

(z£) ^r PPrr r^rt Pr rr f^g mRhiRr r#t Rr rr afR 
3 t PPr R ^ RT c^RoT ^efffcRH pRRc4 (RPfRR) RRPrRR, 
1995(1995 RR 7) 3fR RRcft cRR RRR RR PfRRt, 3TT^Rt otR 
3FR ftPRRt ^ MR'HiRO Rr RR, 3RR R^t R^Rf #? 
3TpRf4RRf cR 312j R#f wft RRlf^TfcT, RR 3lfeTpRRt 
RT PfRRT, 3TT^Rt RT 3FR RpRRt ^ RRR: Pfl^R f^R RR 11 


4 
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3IEHR It 

fefuf<Td PFIcft ^ ftlWIcff 

^>T fqqK w i 

3. ftlOTKr MW...(l) 3IFT^ 

3IsraT SfTOf WT%I ^cT 3TF7^7, feftfcTd <!$&M 
^qi^ uqi«1 ^ ^qi 5^ ^ Rl«PI<Jdli PlqftM ?PJT 3lM^ 

^T*fratTT3ff ^ Tfal TWt Hfnt *R E2JR ^ ^ fcTTJ, T^j ftiq>iqci 
WTftcT cp^Tl 

zi? fcf>. TRj ^ ten? f^rarRKT ^t 

cfr foTTI fM TOT 3f^5ff HTOT ^ STfcrf^T ^ T& HTOT 

^ #IT ^leW eh^HJiTI I 

(2) JR^Tcf? f^Tcf>RTcT ^PcTT? ^TTcTT fcpT 08:00 ^ ^ 00:00 ^ 

?r> vjiRt^ngflr $ fc^ t^tt i 

(3) wr$q> RitcH sfin^cK 3M3T ^?T^> ^i«T<£{ «r>qoi 

^TPTcTT "?t, SKI MlfaqK u ! ffRT 'ttMq— 'ttHq ^ ftfclfRd 

^T 3 >wflcHY ^ *TH^f W ^ foTCJ. 3 

*PlfcT ^TC5£TT 3 cNRT for? WT^t I 

(4) 5Tota> *!c# RtRK 3ft^7 3T2^T >3*pfr Wpffel ifacf 

3ffq^, *TFTeTT gRT f^RT uTFRT % 

t 

^mtoraff "W3> ^i^cii ^ikr cn^fi zjt ^wptf ^ 

^qcl Riq>iqtl ^JcPT 1?T | 

(5) "TTT^> TTFRIcTT ^RR" ^tcT tft 'gt 7 TT I 

(6) *ict£l Ri’tc^ Shh^c^ 3^Jcn' vS'Hqj >fl4«g WFfal <£qw 

Sffafe'f, url'Hl *11*1011 “St, SKI ZJ? 'fjRRqd f^ZJT qTTUPTT fa> ? 'iHg4f> 
TTOTcTT ^TRT' ^ WR) ^ 31 jf>>4|| yu|lc^ (angtftaRtffl) 

'H'WfRd t cfr ^ Rtr ire>rc ^ wR^if^d f^n vjmprr- 
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(q) ftqiSIcH# qiq> 3igf^n y^cfr(3TT^3TT^fr) ft q^ft 
T5R ft *1I«M ft ^PT q>T f^)^| «|CH %; 

(ft) ft3Kk+W> qiq? OTjfftqT smTcft (3n£ft3?Rq*r) ft 

w ft fltofrwtff ftt f^?T ftfrrft aftr ftqT 3T^r ft 

ftftftcT fftq>cft qq vJWI tft^T W t; 

(ftt) ftq i <kq<f> qiq» 3Tjfftqi 5FTTcfr(3TI^ft3IRq^) ft 

q*R ft 3jfa ftqT ftqft 3Fjftq*t ft 3rci«fn 3TcTq 

ft qq? ^T-ft^ toT W t; 

q?rft fft ftNrft qm ft ^q ftR£ ft "w ftqr wfcifftfa 
ft , tii*T flici <p^ft' qq fftq>cq ftt &Vn I 

(7) vWVfrl l 5RT "W Wq^TT ftq?' qq qft q^ ftfcft ft fefq 

gftqglPwi ^ ft ftq qnft qrft qcgrR qq wi ; 

(q) 3R# qfiRRT ftfcft qq ft*T ftfts ftt 3TC? ?ftq£ffftq> 

^ ft \TcTC fftqr NJtiHI %, 

(ft) qfcRKT fttcft qq qicfrtf ftfts ftt 3Tq? 

fftq£ffftq> ^jq ft n3tR f^TT uTHr t; 

( 0 ) ^k!T strt “ qrsq? toit ftq? ” qq ftt q^ fttcft ft faq 

stfqft^q strt s^tr wi, 

(q) qfrRRT ftfcft qq tiic ftftu ft 3jqq *icrfl Ritc*i 

3#fqftR TfT vj'ti'^ WTftq ftqcT 3ffqftR ski 

Pl^qn oe4|^n(j5el«T^'iPi<u *iimJ*i ftT u>Ysq>x) ski 

\JtR( ft^RT—cJ—ft^Rf) ft*JI vj|HI %, 

(ft) fftqpft qfcRRT fttcft qq qft ftfts ft 3fqq q*ft fftWH 
affqteq qT ^ft ftq^t Wlftq ftq*T affqftsq 

fft^jq^T «ifan(5eta£tPiq> *ii**j*i ftt uftsqR) SRI 

W7(ftq^T-^-qRRT) f^TT ^THT t; 





6 


THE GAZETTE OF INDIA : EXTRAORDINARY 


[Part III— Sec. 4] 


^ (7) xnj (8) 3 ^fcft # yf^TcT 

3>T MRcfooH foie; k;<4> *115 

<*Mdl TR5TT %TfK feRTT uTT^TT I 

4. TJ^FTT y?RR....(l) *Te£t 3TR^ W 3N^ 

TR<f WT%T 3TN^ ?> M ^ feRHed tr^RcT ^eT £t<ft 
^^1^ H<«M T ^4, ”Uf6<fc 'M6NC1I *1*<K r ' 3>T PlHlRbd 

STdR 3>$*t. 

(?) f^ft 3f^ w ^ w yg^ 'Hhnk ^r cT«n 

frz ySt Tejpfry ^r ycbiRid ?y> yppa www 

% >Hl4dPl4> ^ERT gKT; 

(4t) ?c£t Rt^TT 3TTq^? ?4 ^RR> ^ Tejpftzr 4 kIoT 
anq^e< eft 4tRTT^ tR y<Rid yRTr. 

(tff) wfRdT3Tf ^ ?*r£r4t ?ft f^rm ^ wft ^ 3ramr 

M (oto y T^r ^1^) gr^T 3^raFT cFRTT; 

(^t) wc^cfj 'RrtRIcT eftn^t cT 4>"n;'l T? yc;Rfd cb'idi; 

(3) ^T?> tR WUlRcl 3IsmT xjd: MfllRcl tdetf Tf 

^HT ^TcT cfRdTI 

(2) ^Te^T Rr^TT 3TftRcR 3TW <fcfo\ 

vRTT ^ HFToTT gt. gRT viM^ f^Pl-NH (l) 4> *sT3 (?) *t 

Rferfftd ^t, "HT?4j ^rgrardi. 

MxJlRd toT ^nw I 

( 3 ) 'TTTPF ^FRRTT dRT' 3 %# ?^R 3? yfcqtf-f BtcTT t eft 

\3>ft, yRcIcRf ^ <f>*1 cprf >h^1!6 H6o}, \J? RPldH (l) *t Pl^iRcl 

eRt^ ?t WxJlRd f^TT unW I 
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5. fitqSRRT ^jfsfte^T U u lloft WFPTT 4>W...(l) Bc^Tcf> *Ri£t RiW*f 
3TNter gRT 3mm wpfcj 3fi*Rc< cfr mwH 

Tt, f^Rrldel T&tem ^TcT trf\ itm 3?gH ^ "fa 

anmf^cT trimmer m-$£RT SFTToft" wffcr eft vnivj-ft ciifo ^THtmnmf 
mt srq^ft Ricbiiieit gft f^rfct ^Vilc* ^ rnffm mT i 

( 2 ) Hc^efr TTc^t Rr^B 3TTtRcR 3mm vW«W RT^g ; RTT%T cfacT 

3TTgfer vfaTT T$\ WTcTT Bt. PlMfcHlto WtJ\l . 

(tj) ^j-faRrmr (1) ^ atcFfcT arratRcT ftTmmcT 

HI^1ciRj| y^llc^l" mg ”^«f 

3TWTf^T ftimRcT SRTToft" cRIT f^RTcff cfc HMkR*T eft 
mrf yu||c4i cfc w if cfr mr cfr m^ ^mrn, 

fM/3?Mr ^ *WMU ^ CMT vjTBT #mj 

ggRT gft mT t, vRT &5T *f imfcTcT WT%T mm ^ 
T^j *rg?sf >HHitiN m*, sfk ftrce*r 3mm 

\Rfcfr mmg TOFftg 3TN^R, ^faTT *»ft *IHcTT Bt. 

gRT mrfr Utoff g> W gRT, Mc|>|f^RT ^ W? I 

(4t) trfn gft Rr^b 3fmto 3mm ^ffcfr 

grmg gsrrfta c^reT 3jj^, m^rerr Bt, gRT 

mrtt fetcff ^ viMd^r gRT# Ricft cmr faPwn 

( 2 ) cfr #B (q) *t MftcT cfft# gt 3TfCTR, 3TRtg> WB 
4 T?m «jr mmtrR ^f 4 raiftm gSt mnjift; 

( 3 ) "fa 3nmR?r Rimimr mmcft" ^ pr 

^ MRmN mmJt ^ht, (2) ^ %rfRcT ^ 

■^RrtmTT mt ^ ^rn? 1 

(4) mtoR R gm "fa stptRb ftrmrmr Hl^e^r mmcft" ^ mmr 
^f, TTc€t Rr^t 3tmfe ^t, Rpm-Tpm ^r Rrtm mrft f^ 
mi ^rmcf t, mt f^? ^RT ^M^mr vfa. 
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e. ftreratr ®rf ftrerarif vrfcn£..(i) y<^ fti<wnd ^ srt 
^ y*A<wi ^ fei<*>wd ^ cfc yrc jr>r yft fti^Md 
t^> 3rri to?. fet ^f?fc to wn, arrafe 
yvjft^T fen uTTW; 

ysrif n? ^ fe yifeR^r au<i?w ?rt d*«rc y* 
fey yq> nnfc ftfed qR ^PcTT %\ 

(2) yRte> fenum fef srt,.... 

(cj) fenTOcT cr^ <JR?t TPR... 

(i) vW'Hfel qF>r ^f<fe TR5TT, fe^IPcT ^ fey \STT% 

^T ^ q fc#, WJB ^ eT^ PTcl 

RTOTfe WI efc Rfe 3 VifH<*>l$ <?T ^TTtpft; 3ftR 

(ii) l>!<frmd cT^f ^R^t fcrf^T <T WI, vTC-fem 
(l) ^ afefd aiW'ffec! ^gfe: d*«R, W-Hfel cm 

d**rc crap ’vsq^Wn y>t gf£nr fen nrn 
w, fe# afe fenpm qn wisim fen 
^anym, vsnwrft ^ arcicR fen ^mpn ; 

(ft) fenracT <w{<h£ ^ y*... 

(i) OTHl4dl ftt fepPPcT *R ftt q# chl^l4 qn 
fe^T gfer fen vjfTTjni; dan 

(ii) ftt q# ynftnf ft fere^r ^ yunofiffepen) ^ 
ara?H fen vfnqnr i 

7. ^qnfeiaff ftr tefef ft few ft fey *pro-Rftnr..(i) *fey> *fet 
feen aifate* m OTft wftn ft«rd anqte*. ft*n ft npren 
ft, Hiftl<T>yu| SKI vrTT^t ftt m| ftm ftt g«iq-ni ft HHcb 
(feRjidd ^«id ftsrd ftft y*nft) fern 2012 (2012 an 12) ft 
ftfen 11 ft vjq-fepTH (1) ft anfe feraffe TPro-ftnr ft 
aig^TR femnft an few gftfed aftm; 
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[ MPT III—T5F5 4] ’irca 'SR {FTO : 3TOWTF1 

( 2 ) utft, ^rrfr ^ ^ ^ yraffr i> 

(fefacd ^«ld ^oT y^TT^) RPUH 2012 (2012 12) i> 

m *fcT ^ wi #*tt ^ ^ t eft arf^P ^ arfto efR 

f^T y>t srafe j> 3^ ftl<*>Wd4>tlfoff g>t ^RT f^T ylTWI 

3IW1TO III 

^frsef arftranffrtf mr dwV w ra ff 

8. to* atftofaft aft W : .^ ^ 

ftRCT affate* awiar ’roft fta® wffa •fcw ait^of, ftan ’ft * |I * 1<?|1 
#r, 5a fatot tos aft aroaT to to at aw 

jiwt a*ft ft to araar wn-tomi a#a> arw, ^ 5^ 
5RT ftetaj 5WH aft atT a# t A aat 3IW ®to afact atfitanft. aft 
sp, fatof ft tot# ft to atrawa? wren attq. aft %an awar 

*Hl%T 

(2) toat Wc€t torn aifto am to to tom ftaai 
aitto, to ’ft amwr #, to atltoft aft Prgfiw aroar atom 

3OTT MR^efa ^ Cl cep Id - 

(!!) f>ft to atfatoft aft fagte amar atom aroai to 
fa# totfa * art $ wrw mta-aaiR ato 

(ft) to top atom, faamra to fto to, tote amt 

#spi atfomft ft atom ft. to atotfM ft am. to 

t#, atfR tcftftia to toat act, ft#atfot to tmr tot 

#tft to ft atm m«m tofct a toi , . . 

9 . *to gfaatort sm totato ftf ftwrto aa atom afta 

fjpnwr.(i) afa aftif toam, tomet ftm sw am# 

ftratnm ft ftowr ft ftgw aft t ft ftm toam ata# faatraa ft 

ZZ * m **'*> *«■ ”"***' m 

ftat-OTtoto faato aft atoto atom sm araar ami tot 
^ ^ ft amt atm to?to tot bkt awar fa# atm 

5RT to tea aftato araar to to tom ftaar 

#tor, to # w #. ft toa 3^^ * *** m 

to as fa toto. OT^tato W» 4. a^ * 

to to=r atfamft ft to a* tor crat to arttoft 

ftra>TO «PT eP^TT I 
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(2) 3TtoTfT: - 

(*) fa^m* 8 er-ftPun (2) i[RT Tnartfae anfar *ct 
*rc wfomratf ^ left? rc#*T; 

(<ft) eWfaeraf sne tt m famura m >-M^h ^nr ; 

(rcft) fa**** ^ sm ^ *St erfarc^ et far ^ ^fterc 

wtaer nt *mft ^nfr *farr, farc** arm (*j^fa) 

fanrzra wit *3 ^fr ; 

(3t) turner eft fanrc*r ^ fan? eqnrcrrc**? w nrc^ ^ 

ercnTef ^ fcjfa** ^ er-fa^m* ( 3 ) 3 Pifae 

w-#n $ r ^m, $rcft fanner eft #j 3 fan *n 
fafci e**Ywr ^ ^jffeirr n^n 1 

(3) ^5eT 3?fanfa, TTTto^T 3M nfa rcfa eft TJURrlT eft 

nen (fafaeer Turner €fa fcfam* 2012 (2012 

nr 12) <£ ferf^m 12 ^ 3trr>f?T Pife rcr*e-rcft*T srgrcnrc 

wrfarr ^ m fame w ten nfafTi 

10. nfifarc** 5 rt *c^i farce* afaterc eft anirffte R i »w3 :.(1) nfanrc^T, 

*Rcfrq faSRTHef? Wl1Sfa*U| 3#fa** r 1997 (l 997 ** 24) ft airtfad 

emit Tv uf^c^d thtt fan, rcrafar *o£r farce* affafterc eft faerm 
eft k :Tt ’^Hfafad fam*ft 3fafar 3R rcfa*T— 

(*) ftrcft fameft, faeft aifaffte* eft arsm arfafae* ^ 
arefte, srcfa sttct eer* ** RjPrh)' eft 3 tst*t nfa 
fafeft arsm aeftsff ^ ecvfae m anrcte ?T; 

0t) sfaenafi eft ftrcft fachm^' ^r, tsfr rcrRp* n^fa eft sf ; 

(rcft) faft facbW<Y faeft *? 3TTfa? cTTRJT *n *T fa *c^t 
farce* 3?fafterc sttct srq*^ e^ e^fa ^r eqftfaTrafi ^ 
far vrfci ^d rc?PT ^r qerfar stft f i 

(^t) y^trf ^ cfi^ fact>™, farcrem ^ 3ifa*e 

^ ar^rciR, *c^t farce* 3**^erc ^ttct rcprrar* fan 

nr*T 11 




I’m 4] 


FTT<i «F1 TRTT3I : 3TOT%irm 


( 2 ) ^rc-RrRm ( 1 ) (q).(4t) arR (tft) ^ ara^F 

ITTfl *>Rft ni 'HH'kl R|chlilci1 <£t, PToRp Fo^t RrFF 3fiq^ £RT RT3 
q^cTTef ^eT cpR^ft ^)T W cPIWf ^ 3fR f^TWTcf 

iRT uTT^t ^ fcrf$T F> W *RRT ^ *ftcR Wten ^ ‘'fTf'ST M 

» l B l <tRm cpt qRoTIH eft ^HT 3rT RlcpWd'T F>T f^TTRi RRUT 

vHI^II I 

( 3 ) yRfa> RrFF 3TN^R ^jq-f^TRT (l) cf> . (^t) ^ 

ajd J fd ifvjft Tf^ yt,zfcp f^TcfTRTcT cPT RmcIM, Rf4>|i|d 'dF^Rf RTTcT 
f^T y> 3T<R c^-JrT afR f^RPRTcT F> PlHCM ^ cfPT f^T y> 3TR 

yrte^T yir mR u iih y^ni 

( 4 ) T(fe ( 2 ) y> 9\zuiv4 f^RPRRff ySt 

^TTF M^dlcH C^ fRh y get 4>|*uff if, Ho€T Rf>kiH 3ffq^ eTRT 7TT 
otcA art? ■£ 3 frt^ yf?P?n amr w^ichhI if, rrtr arsiyr 
y ^TT c f tR d amfw pfpf ^Tcft t tfr. Hc€T Rrff arrytef sm rtr 
R erfcf gicf vjq^fymaft cfc wr if Rcik* ^rqro fcpy wRit ?w: 
R i cMjjd ipjf yRT c^.yefj y^RT e^ %r r , vTHcsRt a ‘ 

umpfti 

11. fli«t>iiidT Ry>T^ yn r^j- Rary — (i) yRFP hc^ Rtrr atr- 
aTaryT rto WFfta y^eT afpR^, wRn hihott ft, frt ^Tcfl yifl 
dWHT4diaTT etrt frr yST rfrf ftrcpraFt yy Rcr>i4 rit vsttpfit afr? Rtf 
Rcpti if. «d!4>d RTC^H, Rl«hl^dcpdl 3>T FTF F W, Rl<PRd fcrf^T 

f fTO f ftygTRicT yy w<pw Rtfr^t y?r RrRr y w, ttri €t ^rT^tt f^T 

|fe Wt Rrwrd yy Rrm^r ^r Rr w t, ^RyfcicT fRt i 

^ ^g=^frm (i) ^ yRRf R^, Ricppra # Rrfnr y5T RrRr ^ cttf 
^§) ^ Wif^r FcP ymjit afR yfg y^ft iff yrteRR ar^ 

#pfTRruH (f^Rfgg) arRfRfgg i§§§ (1995 yy 7 ) ^ 

yiRi^d arto>RT ft^T W # ^i??f t, cry Feet Rnvry armvy.: 

FNi pM % ^Tfff | 

V 
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3TGZTTO IV 

fef^TCcT <fl41 H w Ilcft ^ feHJ vi'Pi)«mT 'iJTcif'f 

i2. —(i) Pi hi ft weft ftft ft ^rra ft*r ft afar, 

TTc^P Heft gRT ftlft 3Rmr ft^cf 

3tnrfe? ft Wl ft S'^ejd ft^Tef ftft JRTToft ft fcP? PlHlfftd 
^RT3lt ft gcRT X{$> ''WTfarTT JJcR%cT fft*TT vrll^J||:— 

W *Tcft 3TT<ft^ 3fk vRlft ftiJR 

3fN^ 3 >t ftqft ^t w, £cf)ftH ftp, aft? 

(ft) *Tcft 3ifa)cR afhf OTft W%T ft^cT 

3TPT^R gRT SP?PT ft) 7^ ftcTR? afR 13R «Nf 

^T fftpui, ftgp TTTcT^T t; 

(ft) Heft afiH^Oi HT vRTft WPk ft^R 

3TT<ft?R SRT ST^PT faftPT a?R W$. 

(ft) s?ftp ft*rr ft $ yrte^T srt ftn ft 

ftpfterft ft) TJiJmW; 

® Heft OiIm^cx *TT \RTft wk ft^ol 

3tm^, ft*TT ft HPTRT ft gRT yR)<f> ft^T aft? 
ftftfePP et^f ft ^fft* *t, ftp ft) TpTRTT ft fePJ fon 

W 3TRgRRr, 

(HH?) fftft ’ft TPPR eft ftgj ft RTeTET ^ Pcft ftRSTT afpft^ 
ht 'd , ti c P *i«i<s drifter eftref ft*n ft hptctt ft, 

SKI ^nfteKlf eft fft? HTJ TOpflf ft ^ ^ ftcRU[ ; 

ftft) PntoPRi ski vHTft fciPiqft, arftftf afft 

ft 3ppfcT ^ftemiftf ft arf^PTR afR fftftr wr ft ftt 
srej^P ft ftftSm t; 



I'm hi— 4 ] 


*TTC<[ TF3PT3 : 3ITOR*T 13 

(t^t) yrite^T st?t otRT (c||5ih ftRftprt, m&ti oft? Pi 4* it, 

^ OTcFfcT ftlTO 3ffq^ ?TT ?PT^ 

cfTfifcl OwRe?. oRn TOT ^T, ^ ^foSj oft? 
f^nr ^r ?t ^ vft Trg?^ TOPm t; 

(3TT^) TI7TO WTO TO?; 

(of) tolTO Ptc|RU| ypbi|| TO RlcbWd PraN^T cfr fcITJ 
?m-'#*TT ?rftd Prom to 

(£) %ScT OrPlcblRiiT cfc ^-PdT, ?TTO> ^T qft, ^TTO TO? 

TT-gr i^RT TO? TO RtTOcTT £ f^TTTO cfr fciq 
?T 1 TO—?ft T IT; 

(xjcT) Hc^Tl Rt?^ OTPRcT? 'JIT \3>H<£ ?t^ ?ert? 4>«lcl 
oiiH^C?, uRff TOToTT Bt, ITT?T ^T ^ yc^cb PT^T 

wm\ tot otto fMR?r?r toP ^ fer^ qRro ; oft? 

(t^t) cf>n? 3 t^t ^TiTOifr ofr % q? yrtero irrer 

PPtf4^ eft .tot i 

( 2 ) ''i^^d c^eleT c£t41 flWcff efr foTq OM'Hl<WI ^4 1 c£>{" eft P41, 

3fMr TO - TTcto ^TT sRf ^ft TOT *t <RTT? PTO TO^TT I 

( 3 ) 'q^fTOr cf)^d €fft TOicfr fcrq \3 totto ^n€?” toR 

fcPT Tjc^t Rt?2?T OiThR^? ~m v3TT^ ?-£nRRT PTOT oliM^C^, 'jI'MI 
^ft TOoTT ^T, TTc^T? TOffcTO P RTTOTTT cT^TT HceTl Rt?S?T 

OptR^? m ^3TO? ^tqig W%? PTOT ofpR^?, ^?TT *¥t TOoTT Rf, <ft 

q? OMciM sVll I 

( 4 ) HotTi R-r-ch onqp^? ■??[ o?i^ ?Png ?^i*ilq q^cf otfR^?, uRtt 

TOcTT ?t, gT?T "q^TO 3TOr TFTTcfr P? fcTq TOTtro ^n€?" 

otstch o?r<T>r ?fRrqr to, RtfRt ^tt ^ ?f®cT q^sr to 

oft? ?Tcl TTTTO ?foTTO TO?, RTOTO oft? ^feoT OTteqf^Tt 3 > 

?TTO> RtTOT. c^ RTcTTO TO RFTTOTf $ RTOPT ^t TjffTO 
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T[ TFHT—^>T ^ ^ yRt Mcfctf v3M'H|cK1l ^ tf'OT ft 

Rr 3m 3tRrft ffy dRr f> TFra dTRft i 

(5) R^dd cj^H yuirc^l ft Rr viTHlcW! fn3r ^ yfrt 

ffaT ft WFW ft Wet ft W <lf&d dRjfl I 

(6) dc3 Rrred yr ^ftf> mg wfta ftgct srNtet, 

ftTTT ft WTcTT 3, Slcfcfj ^ 15 ddgft m, WT^fTT if 
7R yRcl^^t <ft TfMcRT ^frT ^ 7 , M^4d ftiJd 3ft U^Tot) f> 
vmfWii ^?r ^ yfrT yifa^i ft ym giRsid ^t v^rv^fr i 

3TEZIR V 

fv IX 

IqTqCT 

13 . foftem ^ 3f^em....(i) ydto> dc3 Riwh arfato mf Rt^t*rt ft^ 
#? ftSd 3Tf^jlfr gTTT PtcINUI ^ ^ Ric^nal yy ^7T y d3 R<*>U 
7#nri 

( 2 ) mfactw^, tRtt ^tt srmm crtt fflfroft f> 
\jy^tff cf>T OI^MIdH ^PtR^a gdf f> fcR, fdRaa f 3TTf?T gKl oryf 
dRr^rfM 3T«mr 3rm yiRj^wui gr?T Piym ff>ft mid 

^ fffdr f w t ff> 

(y) R|ch|i|c1 ft^g 3fR df£d 3TRR>Rt ft dlillda cRTT 
vjy-RRRid ( 1 ) ft sddtd df tr dfffftft RRterd 
dR; 3TW, 

(ft) vjy-RRm ( 1 ) ft at^fcT yy orffcRft d>T 3tftem 
wr 1 

14. 4tRrt d ^ 3p*i RRnrf ^r ?n\ FldT.. ^ ffRmff ft wt, 

ft>d£ld, JPTlft 3RT ffdtt ffff ft 3TRrR^T sff, d ff> d^cT/ 

ddflddd $ | 


f f 1 
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15. tfrffr q w ferfcTqY % faPMHY B^TT....(l) fcrf^RI^f 

t| *R|R«£ tft WTcT, fWf * 11*1 cl 3WiQ\ 47 cTT^ ^ sY 4 fl, 
fYi>tf4> fcHk|... 

(it) wjiiiicr^ 3?^ ^ tthst cpt^ ^i4<ii^> 

eff^icT ?t; ararm 

(4t) 7T5T4 ^ l ^ ll er ? STSTcTT ^qwfacfRR 3TOCJT mi§4>RT 

STSTcTT 3TTO 3^4^, ^TT ^ HlHcHI ?t, £KI 

t^cT # ^ ftsfr, W£/3Tfaf^fa ■<&$ 3TT^T 
Ml Rtf f^TT T RTT ?t! 

16 RiPiHHt ^ vjM^Wt *Y czjRsm ^ 3 

TOR ^ STO *R, 5RT wft fc*JT TO 

orfcm cr «neroTft ^tt i 

cmt 3T3^R, Ud l STO (TORI ^ ^0 

[fg?m IlI/4/TOtlTroT/142/12] 

Wm ' 

2012 (2012 13) ^ ^n? afa ^ ^ ^ ^ * 1 

3T^J 

cJJT^5RTO §114^ 

1. 1»o*tPl- 

1 -OT^mr ^an wrc^mr $ am m ^ ft=l I *n^n 5^- 
OT^mratf * ferf * warn * ^ ^rra ’nj t «S=?m *1™ ^ 

tortjt cto ^roif cfSt ^ra<EraT $ ^ ^ ^ 5mr ^ T ^ 

4ro MUI3H *** * ^i?w vi ^nafr 7^ #rf^ra *t *nf 

2 . am^ ^n^fFcRTTart ci5t ftrcpmcfr f?=raFm ^! ^ral^. 

*iT>jpmT 5 rt are to f^ ’nj jraw ^ torn wiqKift ^ ^ ^ 

T& ^ wfsfnrr t cmr ftiwra Prar^T ji»ii<4<roR<3T * IF* *"* * ^ 

^ W-W tr itfm ^ OTW^cTT tl ’31^ W™* RP,<4H * 
nrtew 5KT 2006 ^ ailSRjpm M H H ^ 

2007 H 7T««" va 7.i 2009 * %-** M H *m M ^I ^ 

<i5t 7jotqTTr(5^atoT73) RPiq*i 4 s^ €( «n^t f^J ^ ^ ftRRW 

piHRHfetf ft- 
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(i) ft3T 3ft ft cTSTT ft3cT — ft>FT 

ftft fftPm 2006 23/08/2006 I 

(ii) ft3T 3ft Jj/icj-di ft TTH^(y^i>^r to ft3cr £cftfftJFT ftcrrft- 
(fo-ft^r ftftr ft ft^er ^crrq) ft Pm,2009 fftnft 24/2/20091 

(,ii) ^|i|Ue-^-?PT V'HN'JI ft3lft (ft3T 3ft ^Ulcj-rll ft 37TO TO 

Pr3TOft cfTT fft3TO) RPm, 2007 ft3T3> 31 /08/2007 33 
TTT2J ft ^FTft ft 313) 12/03/2009 ft TTCTftFT I 

fftPraft gm ^fttroaft 3ft Prwmt 33 Pr3w 3^ft 33 33 
vjq^Ftl cr>vji|I TRTT # | cTSTtP, V3^«mi3# 3ft ftl<Pl3o 33 Pl9N u l 3Wft ft leUJ 

3TeFT ft ftt# PtPrn tern 11 ^mtocn ftwT ft 3 ft ktft ft 

^gft 1^?, fcRHde f fil’d ft3of Weft ft TFTet ft mftftcTT ftl333cT 

Pmn u i ftg to v?rrft fftn to t i 

3 . ^HldMI ft 33 T ^Tcft Weft ft aTTeTT WTSft ofp 

3ft 3TcTfftRc1 ftftrrftt ft f*T ftcfC? ft 35# fftfcmf ^JeW ftt t, ftft fft ftrfftcT 
‘vjftftlcwi 3ft3, %-qRg>fi 33ft3rft 3nfft i wft3ftrft wref 

3vPr ft 53W, ?i7fft3R u T w, ft?r ft fefcicicH V ^ ftfiTd ft3oT €tft Weft 
(#fWT) ft 3>T3pTOT 3*fft cjft ^tjftgr 3* *Tm, f^TO 05 

3*3*3,2010 3ft m$\ f ft33 f ftft TPTOTC 3ft ftt Tf# I 

4. ^TRcT ft f%fftfcTef ftTO £fft Weft ft 333pTOT 3ft TF# 

33Tft 3> foT3 ftft3> 25 3T3^fiR, 2011 3ft STO ft3eT e^ftvjH ft333> 

(fftPm), arPrPm, 1995 ft ftftm 3>*ft wr aro#?T 3nft fftw to i $*rft 
3W?[ W3>|y SKT fftft3> 11 TOT?, 2011 3ft 3lPRJW vTTft 3ft 3#, PrTflft 
v5p,2012 ft f^TO, 2014 TO W13^ *3T ft W* wft ft 3 3 3t*13H 3>*ft 3ft 

Prtrffftr 3ft 3# 1 ?*rft \33ftcf, fftro 25 3135^,2011 33 srctnftn, 
fftflW, 2011 ft 3rPrPrtR To I 

5. ^3ef ftcftfftvJH fteqcp (fftP^Tf) STpJppFT.ISgS eft ftfttPfcT \3TOft 33 

v3T^3cT 3PfcT 11 ^337, 2011 3ft 3Tp)^tHI 3Y fft^R 3Rft ft v5WT, 

WPT3W gKT fsRncd 3#ft3d ft^eT €tft Weft ft cfr l ^^H ft ftftftcT 

T7 3TFfft ftftTTT 3ft 3# | ft3ET ft 22 fftft37, 2011 3ft 

"feRjICel 3#ft3eT ft^ld ftfft Weft ft 3T0p333 ft ftciPjcT '^t' ft[#3 ft 
WT?f 331 3Tlft fftTT TO I ft3T 7 J u IcJt 1I ft 3Bc^ 3^ iRTHft ft grft, 
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tefaciel T^m\ #RdT €tcfr yuiie^l ^RT 7ju|cTfn # ^TRcpt R7 W, 

WTtRdT ftlRTOcff TO cblJcl!^ TO#f R> fc^T T^vCTT RR TORJ-#MT, ^RT R? 
^rasff, ^ efa wicR=r rr ftrfeFT m$\ ggRt 3ufe ^ ^hrPrt 11 f&m 

13 RRY 2012 TOT M f^rofT 3 RTO R^oTT RR RRf (3#TR^) ^ 3TmTf#cT eft 
Rs? | TOR f% *ki cf?t g u |cjTll cf) <il'l0 (f>sRj1Ce1 kj^^del cpdol cflcTl M U IIo^l) 
fffim 2012 (2012 TOT 12) Otfa R> cT^cT fcfPm 3 ^IRT eft gu | cjx1 l R? 

ftPlf^e fiftj tttt f ( d^HM PtPm fefaed R^RTO R>RcT iftft SFTToft 
R> WTTRrTT [^Ichlild Plc|NU| c[R TO c^fecT 11 
II. gRRY TOT Rif^qui:- 

e. irg^ gRRt f^roroTOt r?t ProPiRt tot tor to terror tot torrt Ptr 
rtor f:- 

7 . torttrrt Rrroran Ptrrr ?tr # tor *T totr# r> for? gg^ t - to 

R^RTOT R?T ■RRIMMl, 'd L r + il<TOl3Tf cfft PlTOTRdT TO cfrRdl^ TO# RR PtRRRcTT ^ 
PlRTTO tg TORT-RpRT, TOMTTTOTTTOT R§T ftTTOTRdT RT PlRTTOT $ foTR RTSTO 

toPitoRrT r?T PigHki, 'd4'+il<roi Ri^i^cil r? RcW'sl cf>r srgRTOT ?trt RTf^TOror 

STRT Reft PTTOR 3TT#TOt TOT R^ f^ITOTRcff cfR PlRTTOT | 

8. 3Ttet7T TOTTTOft, TOft RRTO TOTR^ctff RR oqfcfrfRt ^ RTOT f% cf 

PR^TTfctcT RTRT cfc gTOrfT *n'Hd«r ^ TOTO ft | RR5 ^lldld cftToT 3TTR$R^f 

(geRfrafr) ^ totoYto 1%rt t % "to# Pttotct Rft" #t Ptrrrr # to# *t, 

TOTRTOt TO ft PlftRlft <3 [ft vjfT tl^dl I? I RTO g$j[cj f^i|| nn\ f% Rl4?[^d 
TR diRcn^ Cf5^r/R|cb!ild1 cPT ^TcM ^ ^ ^RT-#RT U>WlRd 3TTd (s) 

^ .RRd (24) ^ #fr wt1%r i m gorier f^n w f^ " Rt 

RjJMd" d5t fteFI?ff ^ dRTef 3, TRdTftrT xfrsfYfT (24) ^5t 

RR? ^FfR (72) W 3TRI MR ftlTORdt tg ^RdTcftM (48) v£ 
d?T MRIlRd TORT-#fTT TOTR R?7R (72) Rlf^ I 

9. ^^del RkIcT €rcPr IP# ^ TO^l RRdR RT#TO, 

VR RRPftRT M u lllelRl' RR^lTRcT RRR#T Ritc*i ofR vJRRtRdT RRTOT 
RRTcft ^ feTR RtRRT# t, 3RT: #TT R?I gRRxTT RPTcft efr RTRRS # gPiR^d 
RR^ #1 Rji^d l ^) ^ RRT5T WT ^ RRRM RT#TO RT RR%R 

#RR 3ff#TO # 11 3Td: RRT f^PidH # RRRR, PfeitRd RRTR-RffRT # 3TR7 


1718GI/12—3 
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wtfTOT c(5t ftoFT^/TFTT 3FJTIH TO TOTOT^ TOT^T ^ fePJ RTWH 

3TnYcR cFt \3rK<Tl4) «Mlcl f I fcRTOt KTTH 4" TO3lY Wlf£)<TR u l 

TO TO t f^lffYcl TOTO-TfmR TOlfTO 11 

10. ^T 3 cTOT 1^ "TTOTO TOTTOT ^TT TOT f^TTOTO ^ 

TRlf^d TOT^f TO vd'-lel'T RbTO T RTT ^ I ^[1% v5H'HlTOT3ff TO TOF si^l TOT TTF^W 

3fix RTR 3Tl4 cpf Tf t, TO: TO 31TTOTO t f^ '3HHl<fd[ SRT TTOTO 
TOTTOT yfrlPlRT Yf TOT TO TTTO 5 ! TO R<P?M TO^3TTTOT ^ 4 F^TT 
xTlf^r | ^TTfcF?, ^T m*ti\ 4 TTOHT TOITOI wfclPrf^ Tf TOT TOl4 » 
Tfi%cf STT^cffTORRT 4^ fcfRT TTTOT TOfe f^TO TOT n4 yftTTO H>T 
RiMRci to 4 ^ * fYn? to t i 

11. fc)TOM Rlc^iiia f^TOTO cFT cfr HlY 4 TO TOTOTTOTT ^4 TOFTO TO 
TOFTH TO4 tg, Uc 4<F W ’ll? ^ ntTOT 4t TOTOTR TOft 4 ftlTOTO TO 
HtTOT 3Tf$TTOf[ h 4 TOHTO4 WTftTd TO4 cRTT TO WR h 4 tiTOl 4TOTTO, 
f^Fft, TOITOt, fYlTOTO 3fTf^ 4 j W? T! 44 TO f414rot 4 UTO f^TO 
TOTT t I 

12. TOT fcrf^FFTf 4 TO 3lPMl4 f?TOT TOtf t f4> y<rTO RlcpITO ^4 TOTOT 
(z[4TO) TOT^T TO 4 tR Mvflfrd f^TO TO, Weft (ftlTO) 4 TO 4 
TFT 4Yt *r4t4 cFF TOT TOHT HlUK 1 | 4 |c4h TOR T TOT #T TO^ HuftTORT 44 
frfsT T TTTO 3ltT ftlTOTOT PlFdK u l T) feP? TOTO4YHT T?t TTTTOTft vJH'+ilTtl! 
T>T 4^ vTOpft I vTTOtTdT T>f, ^ ^ TT^TT^ TTOT 4 “4t TJtRT ^ ull^'fl I 
14Pi<UHi 4 He^l f^RTO 3TR^? ^>T 1TRI5T TT T2JT4R ^TOf sfPT^TOt ^ 
HltilH Tl 3TTOlf^TT ftlTTTcf M u llc?l T^T TTOtf^RT TR^T t4 ^ 3lPlcjl4 f^RTT 
TOT t I 

13. grteTOT TT Hc[ t fcR f^TTTOcT 3lP)c||4 TO T& TO^tTTOT TO 

TO^tR TTO cTTO TOT f^TTTOcff ^ RtoTTOT TO TO^TT^ TR?t I gT^T 

Z^cTcT vJM'HlTrfT ftlTTOcT TO?tTTOT T^t TjfcTO TOTH TO?t f cTTO TO FTOcT 
c£t uTf^FTcTT TO f^r4r cTOcTT ^ f^T TOF?f 3TTO Rb'd TcR TO TFTRTT TO 
fTOTTOT TOTOTI ^ ^MHl'TOT, ftlTOTO ^ f^TOTTOT ^ TT^ ^£\ % '% 
TO 3TO% f^TTOTOf $ RtoTO SFIeT TcR TO 3T^rf?T HI<Sd TT^TTOft ^ TTT^ 
TO? HTOdT 11 
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14. fcrf^m, 14Tte^T eTRT TIT^T Tc^t Rl*dH 3TFT^f "Wf 7^ 
f$|c*j|Ald1' >HHij6lc£{ f^RTRR 35T 11 fcrf^m 3 

cpT Wf f? 1 v5H’+ilcfvlT cfr f^cfr £ZTH ^f Rsf^ ^T^TT^t fiKI vSTTHY^FtIT 

WT^V 3 il4)lRld eft vrTpf nTeft ^lHifl 3> 3 fcR^T ^ RfcrfRcf 

^ %\ 

is. ^ ftbcrgicr weft fMt 3 trj ^pp/1^r 3> aifaRcKi 

tf'Ucft ^cl/31c*f|cMU| 3 j ^ WI ^T fcrf^Fff ^ 3TrFteT Rl<fcl*ld 

^ Rrarm ^ ^Rh m fcRtft f^r 3> a^Ffa 

Irt ^rtn ttftt w tfmt t i 

***** 

TELECOM REGULATORY AUTHORITY OF INDIA 
NOTIFICATION 

New Delhi, the 14th May, 2012 

t N 0> i^- 3/2012-B & CS.—In exercise of the powers conferred by section 36, read with sub 
clauses (i) and (v) of clause (b) of sub-section (1) of section 11 of the Telecom Regulatory 
Authority of India Act, 1997 (24 of 1997), read with notification of the Government of India, 
in the Ministry of Communication and Information Technology (Department of 
Telecommunication) No.3 9,- 


(a) issued, in exercise of the powers conferred upon the Central Government under clause (d) 
of sub-section (1) of section 11 and proviso to clause (k) of sub- section (1) of section 2 of 
the said Act, and 

(b) published under notification No. S.0.44 (E) and 45 (E) dated the 9 th January, 2004 in the 
Gazette of India, Extraordinary, Part III, Section 4, the Telecom Regulatory Authority of 
India hereby makes the following regulations, namely: 


CONSUMERS COMPLAINT REDRESSAL 
(DIGITAL ADDRESSABLE CABLE TV SYSTEMS) REGULATIONS, 2012 

(13 OF 2012) 
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CHAPTER I 
PRELIMINARY 

L Short title, commencement and application. — (1) These regulations may be called the 
“Consumers Complaint Redressal (Digital Addressable Cable TV Systems) Regulations, 
2012(13 of 2012)” 

(2) They shall come into force from the date of their publication in the Official Gazette. 

2. Definitions.— In these regulations, unless the context otherwise requires,— 


(a) “Act” means the Telecom Regulatory Authority of India Act, 1997 (24 of 1997); 

(b) “Authority” means the Telecom Regulatory Authority of India established under sub¬ 
section (1) of section 3 of the Telecom Regulatory Authority of India Act, 1997; 

(c) "cable operator" means any person who provides cable service through a cable 
television network or otherwise controls or is responsible for the management and 
operation of a cable television network and fulfils the prescribed eligibility criteria 
and conditions; 

(d) “Complaint Centre” means a facility established under regulation 3 by the multi¬ 
system operator or his linked local cable operators, as the case may be; 

(e) “Consumer” means a consumer of a multi-system operator or his linked local cable 
operator, as the case may be, to whom these regulations apply and includes its 
customer and subscriber; 

(f) “Consumer Care Number” means a telephone number earmarked by the multi-system 
operator or his linked local cable operator, as the case may be, to access his 
complaint centre; 

(g) “Multi-System Operator” means a cable operator who has been granted registration 
under rule 11 of the Cable Television Networks Rules, 1994, as amended by rule 8 
of the Cable Television Networks (Amendment) Rules, 2012, and who receives a 
programming service from a broadcaster or its authorised agencies and re-transmits 
the same or transmits his own programming service for simultaneous reception 
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either by multiple subscribers directly or through one or more local cable operators 
and includes his authorised distribution agencies, by whatever name called; 

(h) “Nodal Officer” means the officer appointed or designated by the multi-system 
operator or his linked local cable operator, as the case may be under regulation 8 of 
the regulations; 

(i) "regulations" means Consumers Complaint Redressal (Digital Addressable Cable TV 

Systems) Regulations, 2012 ( 13 of 2012); 

(j) “system” means the Web Based Complaint Monitoring System established under sub¬ 

regulation (1) of regulation 5; 

(k) all other words and expressions used in these regulations but not defined, and 
defined in the Act or the Cable Television Networks (Regulation) Act, 1995 (7 of 
1995), and the rules, orders and other regulations made thereunder, shall have the 
meanings respectively assigned to them in those Acts or the rules, orders or other 
regulations, as the case may be. 


CHAPTER II 

REDRESSAL OF COMPLAINTS OF DIGITAL ADDRESSABLE CABLE 
TELEVISION SYSTEMS CONSUMERS 

3. Establishment of complaint centre —(1) Every multi-system operator or his linked local 
cable operator shall, before providing the digital addressable cable TV services, establish a 
complaint centre in his service area, for redressal of complaints and for addressing service 
requests of his consumers. 

Provided that the complaint centre for a service area shall provide the services in the local 
language of that service area in addition to Hindi and English. 
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(2) Every complaint centre shall be accessible to the consumers between 08:00 hrs and 00:00 
hrs on all days of the week. 

(3) Every multi-system operator or his linked local cable operator, as the case may be, Shall 
deploy sufficient number of employees at his complaint centre to meet the Quality of 
Service parameters, as may be specified by the Authority from time to time. 

(4) Every multi-system operator or his linked local cable operator, as the case may be, shall 
ensure that the complaint centre is accessible to his consumers through a “Consumer Care 
Number” having sufficient lines or connections. 

(5) The “Consumer Care Number” shall be toll free. 

(6) Every multi-system operator or his linked local cable operator, as the case may be, shall 
ensure that an Interactive Voice Response System (IVRS), if installed on a “Consumer Care 
Number”, is operated in the following manner,— 

(a) the first level of the IVRS provides for language selection; 

(b) the second level of the IVRS provides for options relating to the broad categories 
of complaints and service requests; 

(c) the third level of the IVRS provides for a sub-menu under complaints and service 
requests, separately; 

Provided that the sub-menu in the third level shall also contain an option enabling the 
consumer to speak to a consumer care agent. 

(7) Response time to the subscriber for calls made on “Consumer Care Number” by the 
subscriber, answered electronically; 

(a) Eighty percent of calls to be answered within twenty seconds electronically; 

(b) Ninety five percent of calls to be answered within forty seconds electronically; 
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(8) Response time to the subscriber for calls made on “Consumer Care Number” by the 
subscriber, answered by operator; 

(a) Eighty percent of calls to be answered (voice to voice) by a person (other than 
by electronic means) appointed by the multi-system operator or its linked local cable 
operator, as the case may be, within sixty seconds; 

(b) Ninety five per cent of calls to be answered (voice to voice) by a person (other 
than by electronic means) appointed by the multi-system operator or its linked local 
cable operator, as the case may be, within ninety seconds. 

Explanation.— For the purpose of calculating percentage of calls referred to sub-regulation 
(7) and (8), the total number of calls made during a month shall be taken into account. 

4. Publication of information — (1) Every multi-system operator or his linked local cable 
operator shall, before providing the digital addressable cable TV services, establish a 
complaint centre in his service area, publicise the “Consumer Care Number” through,-— 

(a) public notice in a leading newspaper in Hindi or English and in a leading 
newspaper published in a local language of the service area; 

(b) display on the website of the multi-system operator and his linked local cable 
operator; 

(c) updation of set top boxes of consumers by pre-configuration or over the air 
transfer; 

(d) display in all complaint centres and sales outlets; 

(e) scrolling the information on the channels transmitted or re-transmitted on his 
network. 

(2) Every multi-system operator or his linked local cable operator, as the case may be, shall 
publicise the “Consumer Care Number” in the same manner as given at clause (a) of sub- 
regulation (1) above, at least once in six months. 
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(3) In case of any change in the “Consumer Care Number”, the same shall be publicised at 
least one week prior to such change, in the manner specified in sub-regulation (1). 

5. Establishment of complaint monitoring system.-— (1) Every multi-system operator or 
his linked local cable operator shall, before providing the digital addressable cable TV 
services, establish a complaint centre in his service area, establish a 4 Web Based Complaint 
Monitoring System’ to enable the consumers to monitor the status of their complaints. 

(2) Every multi-system operator or his linked local cable operator, as the case may be, shall,— 

(a) immediately on establishment of the ‘Web Based Complaint Monitoring System’, 
under sub-regulation (1), publish information about the address of the ‘Web Based 
Complaint Monitoring System’ and the process for monitoring the complaints in a 
leading newspaper in Hindi or English and in a leading newspaper in the local 
language of the service area and through the bills issued by the multi-system operator 
or his linked local cable operator, as the case may be; 

(b) continue to make available such information in the bills issued by the multi¬ 
system operator or his linked local cable operator, as the case may be, and also 
publish once in six months in the newspapers in the manner prescribed in clause (a) of 
sub-regulation (2). 

(3) Any change in the address of the ‘Web Based Complaint Monitoring System’ shall also 
be intimated to the consumers in the same manner as specified under sub-regulation (2). 

(4) The Authority may, from time to time, issue such directions as it may deem appropriate, 
to the multi-system operator regarding the ‘Web Based Complaint Monitoring System’. 

6. Handling of complaints hy complaint centre.— (1) Every complaint centre shall, 
immediately on receipt of a complaint from a consumer, register such complaint and allot 
a unique number to be called the docket number; 

Provided that the Authority may, if deemed necessary, specify a format for docket number. 
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(2) Every complaint centre shall,-— 

(a) at the time of registering of the complaint,— 

(i) communicate to the consumer the docket number, date and time of 
registration of the complaint and the time within which the complaint is likely 
to be resolved; and 

(ii) update the system, with the date and time of registration of the complaint, 
docket number assigned under sub-regulation (1), the telephone number of the 
consumer, and the time indicated to the consumer for resolution of the 
complaint; 

(b) on completion of action on a complaint,— 

(i) communicate to the consumer, the details of the action taken on the 
complaint; and 

(ii) update the system with the details of action taken. 

7. Time limit for redressal of complaints of consumers. — (1 ) Every multi-system operator 
or his linked local cable operator, as the case may be, shall ensure redressal of the complaints 

r i - 

in accordance with the time frame as specified under sub-regulation (1) of regulation 11 of 
the Standards of Quality of Service (Digital Addressable Cable TV Systems) Regulations, 
2012 (12 of 2012), issued by the Authority; 

(2) Where a time limit has not been specified under the Standards of Quality of Service 
(Digital Addressable Cable TV Systems) Regulations, 2012 (12 of 2012), issued by the 
Authority, the complaints shall be addressed within a time period not exceeding three days. 
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CHAPTER III 

REDRESSAL OF CONSUMER’S COMPLAINTS BY NODAL OFFICERS 

8. Appointment or designation of Nodal Officer. - (1) Every multi- system operator 

or his linked local cable operator, as the case may be, shall, on or before the date of 
commencement of these regulations or before or simultaneously with commencement of its 
operations, appoint or designate one or more Nodal Officers in every State in which it is 
providing its service, as may be considered necessary for the purposes of these regulations. 

(2) Every multi-system operator or his linked local cable operator, as the case may be, shall 
immediately on appointment or designation or change of a Nodal Officer,-- 

( a ) give wide publicity about appointment or designation of such Nodal Officers or any 
change thereof; 

(b) display, at its each office, complaint centre, at the sales outlets, website and at the 
office of the Nodal Officer, the name of the Nodal Officers, their addresses and 
telephone numbers, e-mail addresses, facsimile numbers and other means of 
contacting them. 

9. Handling and redressal of consumer complaints by Nodal Officers.-_(1) In case a 

consumer is not satisfied with the redressal of his complaint by the complaint centre, such 
consumer may approach, by a letter in writing, or through telephone, or web based online 
filmg of complaints or through short message service or through other electronic means or 
any other means, the Nodal Officer of the multi-system operator or his linked local cable 
operator, as the case may be, for redressal of his complaint: 

Provided that a consumer may, in emergent situation, approach at the first instance a Nodal 
Officer instead of a complaint centre and the Nodal Officer shall redress the complaint. 

(2) Every Nodal Officer shall,-- 

(a) be accessible to the consumers at the address publicized, as required by sub- 
regukuion (2 ) of regulation X: 
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(b) register every complaint lodged by the consumers; 

(c) issue an acknowledgement to the consumer within two days from date of the 
receipt of the complaint indicating therein the unique complaint number; 

(d) intimate, within the time limit specified in sub-regulation (3) of this 
regulation, the decision taken in respect of such complaint, to the consumer, 
immediately after taking the remedial measure for redressal of the complaint. 

(3) The Nodal Officer shall resolve or redress the complaints of the consumer as per the 
time frame specified under regulation 12 of the Standards of Quality of Service (Digital 
Addressable Cable TV Systems) Regulations, 2012 (12 of 2012), issued by the Authority. 

10. Complaints referred to the multi-system operator by the Authority.-(I) The 
Authority may, without prejudice to the provisions contained in the Telecom Regulatory 

Authority of India Act, 1997 (24 of 1997), forward the complaint to the concerned multi- 
system operator for the purpose of redressal,— 

(a) complaints alleging violation of the Act or regulations made or directions issued 
or orders made by it under the Act; 

(b) complaints of the consumers which are generic in nature; 

(c) complaints alleging that the practices adopted by the multi-system operator 
adversely affects the interest of the consumers; 

(d) a complaint of such nature that, in the opinion of the Authority, is required to be 
resolved expeditiously by the multi-system operator; 

(2) Every multi-system operator shall investigate and find out the root cause of all 
complaints referred by the Authority under clause (a), (b) and (c) of sub-regulation (1) and 
redress such complaints, under information to the consumer as well as the Authority of the 
result within one month from the date of reference of the complaint. 
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(3) Every multi-system operator shall resolve every complaint referred to under clause (d) 
of sub-regulation (1) within seven days of reference of the complaint, and inform the result to 
the .Authority within three days of the resolution of the complaint. 

(4) In case the investigation and root cause of the complaints referred to under sub¬ 
regulation (2) reveal general deficiency or systemic inadequacy in practice or operation 
adopted by or on the part of the multi-system operator, the multi-system operator shall take 
remedial measures in respect of all similarly placed consumers and intimate the same to the 
Authority within one month of reference of the complaint. 

11. Maintenance of records of complaints. .(1) Every multi-system operator or his 

linked local cable operator, as the case may be, shall maintain records of all complaints filed 
by the consumer with them and such records shall include docket number, name and address 
of complainant, date and time of filing complaint, type of complaint and redressal date and 
time and the written confirmation from the consumer that the complaint has been redressed. 

(2) The records referred to in sub-regulation (I) shall be kept till the expiry of three 
months from the date of resolution of a complaint and the multi-system operator shall 
produce the records whenever called upon by the Authority or the authorised officer, as 
defined under The Cable Television Network (Regulation) Act, 1995 (7 of 1995). 
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CHAPTER IV 

CONSUMER’S CHARTER FOR DIGITAL ADDRESSABLE CABLE TV SYSTEMS 

12. Consumer’s charter — (1) Every multi-system operator shall, directly or through his 
linked local cable operator, shall within sixty days of the coming into force of these 
regulations, publish a ‘Consumer’s Charter for addressable cable TV systems’containing 
the following information,— 

(a) name , contact address, telephone number, e-mail and facsimile number of the 
multi-system operator and his linked local cable operator; 

(b) services offered by the multi-system operator or his linked local cable 
operator, including the details of geographic areas where such services are 
available; 

(c) terms and conditions of service offered by the multi-system operator and his 
linked local cable operator; 

(d) Quality of Service parameters specified by the Authority in respect of each of 
the services; 

(e) Quality of Service promised by the multi-system operator or his linked local 
cable operator, as the case may be, in respect of each service and geographic area; 

(f) details about equipment offered to the consumer by the multi- system 
operator or his linked local cable operator, as the case may be, in respect of any of the 
services; 

(g) right of consumers under the different regulations, orders and directions issued 
by the Authority; and in particular those relating to tariff; 

(h) the duties and obligations of the multi-system operator or his linked local 
cable operator, as the case may be, under the different regulations, orders and 
directions issued by the Authority and in particular those relating to tariff; 

(i) Consumer Care Number; 

(j) complaint redressal mechanism, including complaint redressal procedure and the 
time limits for redressal of complaints; 
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(k) e-mail, contact address, telephone number and facsimile number of the Nodal 
Officers and time limits for disposal of complaints; 

(!) procedure for termination or disconnection of each service offered by the multi¬ 
system operator or his linked local cable operator, as the case may be; and 
(m) any other information that may be specified by the Authority from time to 
time. 

(2) The ‘Consumer’s Charter for digital addressable cable TV systems’ shall be prepared in 
Hindi, English and the local language of each service area. 

(3) The ‘Consumer’s Charter for digital addressable cable TV systems’ shall be available for 
reference at every office of the multi-system operator or its linked local cable operator, 
complaint centre and on the website of the multi-system operator or his linked local cable 
operator, as the case may be. 

(4) A copy of the ‘Consumer’s Charter for digital addressable cable TV systems’ or its 
abridged version containing salient features such as terms and conditions of service, the 
Consumer Care Number, contact details of complaint centre and the Nodal Officers, 
procedure and time limit for redressal of complaints and disposal of complaints shall be 
provided by the multi-system operator or his linked local cable operator, as the case may be, 
to each consumer at the time of subscription for service. 

(5) A copy of the ‘Consumer’s Charter for addressable cable TV systems’ shall be filed with 
the Authority before commencement of service. 

(6) The multi-system operator or his linked local cable operator, as the case may be, shall file ^ 
with the Authority, by the 15 th January of every year, a fresh copy of the ‘Consumer’s . 
Charter for digital addressable cable TV systems’ incorporating all changes effected. 
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CHAPTER V 
MISCELLANEOUS 

13. Inspection and auditing —(]) Every multi-system operator shall maintain complete and 
accurate records of redressal of complaints by his complaint centre and the Nodal Officer. 

(2) The Authority may, if it considers it expedient so to do, and to ensure compliance of the 
provisions of these regulations, by order in writing, direct any 

of his officers or employees or an independent agency appointed by the Authority to,— 

(a) inspect the complaint centre and the office of Nodal Officer and the records 
maintained under sub-regulation (1); or 

(b) get the records maintained under sub-regulation (1) audited. 

14. Application of other laws not barred-—The provisions of these regulations shall be in 
addition to, and not in derogation of, any other law for the time being in force. 

15. These regulations not to apply in certain cases.—(1) Nothing contained in these 
regulations shall apply to any matter or issue for which,— 

(a) any proceedings before any court or tribunal are pending; or 

(b) a decree, award or an order has already been passed by any competent court 
or tribunal or authority or forum or commission, as the case may be. 

16. Interpretation.—-In case of any doubt regarding interpretation of any of the provisions 
of these regulations, the clarification issued by the Authority shall be final and binding. 


WAS1 AHMAD, Advisor (B & CS) 
[ADVT.IU/4/Exty./142/12] 

Note : The Explanatory Memorandum explains the objects and reasons of the Consumer’s Complaint 
Redressal (Digital Addressable Cable TV Systems) Regulations, 2012 (13 of2012). 
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Annexure 


Explanatory Memorandum 


4 1- Background: 

1. Consumer protection is one of the focus areas of TRAI. The Authority has taken several 
measures to protect the interest of consumers, facilitated availability of broadcasting and 
cable television services at affordable price and has ensured Quality of Service provided in 
broadcasting and cable television sector. 

2. Effective redressal of consumer complaints is, therefore, of prime importance. While the 
measures taken by TRAI so far have been, by and large effective, the effort in this regard is a 
continuous process and requires to be reviewed from time to time to improve the 
effectiveness of complaint redressal. TRAI has already issued Quality of Service (QoS) 
regulations for the cable TV services in the notified CAS areas in the year 2006, for DTH 
services in the year 2007 and for cable TV services in non-CAS areas in the year 2009. These 
regulations are: 

(i) The Standards of Quality of Service (Broadcasting and Cable Television-CAS 

areas) Regulation 2006 dated 23.08.2006. , - 

(ii) The Standards of Quality of Service (Broadcasting and Cable Services) (Cable 
Television Non-CAS Areas) Regulations, 2009 dated 24th February, 2009. 

(m) The Direct to Home Broadcasting Services (Standards of Quality of Service and 
Redressal of Grievances) Regulations, 2007 dated 31st August, 2007 along with 
its amendment date 12.03.2009. 

These regulations provide a framework for redressal of consumer complaints. However, 
there has not been any separate regulation for redressal of consumer complaints. Keeping in 
view the importance of consumer protection, a separate regulation has been issued for 
consumer complaint redressal in the case of digital addressable cable TV systems. 


3. The inherent limitations, of capacity constraints and non-addressability, in the analog 
cable TV systems has posed several challenges in the sector such as limited consumer choice, 
non transparent business transactions etc. After undertaking a public consultation process, the 
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Authority, on 5 th August 2010, gave its recommendations to the Government on 

implementation of Digital Addressable Cable TV Systems (DAS) in the country along with a 

roadmap to achieve the same. 

4. The Government, on 25 th October, 2011, issued an Ordinance amending the Cable 
Television Networks (Regulation) Act, 1995, enabling the implementation of digital 
addressable cable TV systems in India. Thereafter, the Government also issued a notification 
dated 11 th November, 2011, which laid down the roadmap for implementation, in a phased 
manner, in four phases starting from June 2012 to December, 2014- The Ordinance dated 
25 th October, 2011, subsequently, in December, 2011, became an Act. 

5. Considering the amended provisions of the Cable Television Networks (Regulation) 
Act, 1995, and the notification dated 11.11.2011 mentioned aboy^, the Authority initiated a 
consultation process on the issues relating to implementation of digital addressable cable TV 
systems. In this connection a consultation paper was issued on 22 12.2011 titled “Issues 
related to Implementation of Digital Addressable Cable TV Systems”. On the aspect of the 
quality of service, the issues for the consultation are related to benchmarks for QoS standards 
for the digital addressable cable TV systems, procedure and time limits for handling 
consumer complaints, provisions of service, set top box and billing related issues etc. An 
Open House Discussion (OHD) was also held in New Delhi on 13 th March, 2012. While 
quality of service norms have been prescribed in a separate QoS regulations titled the 
Standards of Quality of Service (Digital Addressable Cable TV Systems) Regulations, 2012 
(12 of 2012), the present regulations focus on the consumer’s complaint redressal mechanism 
in the Digital Addressable Cable TV Systems. 

II- Analysis of the issue 

6. The following is a summary of main issues, stakeholder comments and analysis thereon:- 

7. The issues for consultation in respect to consumer’s complaint redressal mechanism 
are establishment of call centres, time limits for attending the complaints and redressal of 
grievances of the consumers, appointment of nodal officers for redressal of grievances-of the 
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consumers, maintenance of records of consumer complaints and redressal of the complaints 
forwarded by the Authority to the multi-system operators(MSOs). 

8. Majority of the broadcasters, MSOs and individuals have stated that they agree with the 
proposed quality of service norms. A few of the local cable operators(LCOs) have mentioned 
that in case of complaints of ‘no signals’, the responsibility could also lie with the 
broadcasters. There is a suggestion that the time limit for attending/responding to the 
complaints should be twenty four (24) hours instead of eight (8) hours as proposed. It has 
also been suggested that in case of‘no signals’ complaints, the time limit should be seventy 
two (72) hours instead of twenty four (24) hours as proposed and for all other types of 
complaints also the time limit should be seventy two (72) hours instead of forty eight (48) 
hours as proposed. 

9. In the digital addressable cable TV system, since MSO is responsible for headend and 
associated systems such as conditional access system and subscriber management system, the 
responsibility for ensuring the norms for quality of service matters is of the Multi-system 
operator or his linked local cable operator. The provisions in the present regulations, 
therefore, make the MSO responsible for attending to and responding to the consumer 
complaints/ request for service within the prescribed time limits. Considering the majority 
view, the Authority is of the view that the time limits prescribed are adequate. 

10. The regulations provide for the establishment of a complaint centre with a toll free 
Consumer Care Number”. Since a sizeable segment of consumers are from the rural areas 

and the low income group, it is necessary that the IVRS menu should have an option of the 
consumers being able to speak to the customer care agent. Hence, a provision has been made 
in these regulations prescribing the manner in which the IVRS menu shall be managed 
including ihe provision for speaking to a customer care agent. 

11. To address the problem of low awareness about the existing complaint redressal 
mechanism, a provisions has been in the regulations for advertisement about the complaint 
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centre and Nodal Officer to be published every six months in two newspapers and also such 
information should be given through website, bills, vouchers, complaint centres etc. 

12. It has been mandated in these regulations that every complaint shall be registered by 
giving a unique docket number, which should remain in the system for at least three months. 
The docket number along with date and time of registration and the time limit for resolution- 
of the complaint would be communicated to the consumer. The customer shall also be 
informed of the action taken. The regulations mandate the MSO directly or through linked 
local cable operator to implement the web-based complaint system. 

13. The Authority is of the view that the complaint centres are essentially registration and 
response centre and do not themselves deal with the resolution of complaints. They only 
facilitate registration of consumer complaint and the level at which a problem is resolved 
within a company depends upon the complexity of the issue involved. If the consumer is not 
satisfied with the resolution of the complaints, he can approach the next tier - the Nodal 
Officer for redressal of his complaints. 

14. The regulations make provisions for the time bound resolution of complaints received 
by the Authority and referred to MSO. The regulations also provide for a Consumer’s 
Charter. Keeping the interest of the consumer, the Authority has prescribed detailed 
guidelines, regarding material to be published in the Consumer’s Charter. 

15. These regulations are in addition to, and not in derogation of, any other law for the 
time being in force. At any point of time, either during the redressal of the complaint under 
these regulations or thereafter, consumer can seek legal remedy under any law for the time 
being in force. 
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